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Abstract: Industrial relations cases can give rise to conflicts between workers and employers 

which can be detrimental to the industry and society as a whole. In an effort to resolve 

industrial relations cases, the Surabaya City Manpower Office has an important role in 

facilitating mediation between the two parties. This research is a type of empirical juridical 

legal research using primary legal sources, namely obtained using direct interview 

techniques with the City Manpower Office, and referring to Law no. 2 of 2004 and Law no. 

13 of 2003 as well as secondary legal sources obtained using library study techniques 

(library research) by collecting sources in the form of journal articles, books and related 

policy documents. The research results show that the Surabaya City Manpower Office has an 

important role in resolving industrial relations cases through mediation, such as gathering 

information, facilitating meetings between the two parties, providing suggestions and 

recommendations, and providing education to workers and entrepreneurs regarding their 

rights and obligations. However, the effectiveness of the Manpower Office's role still needs to 

be improved through increasing the competence of Manpower Office officers in conducting 

mediation, as well as strengthening coordination between the Manpower Office and various 

related parties in resolving industrial relations cases. This research provides an overview of 

the role of the Surabaya City Manpower Office in resolving industrial relations cases 

through mediation and can be a basis for developing further research in the future. 
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Abstrak: Perkara hubungan industrial dapat menimbulkan konflik antara pekerja dan 

pengusaha yang dapat merugikan industri dan masyarakat secara keseluruhan. Dalam upaya 

untuk menyelesaikan perkara hubungan industrial, Disnaker Kota Surabaya memiliki peran 

penting dalam memfasilitasi mediasi antara kedua belah pihak. Penelitian ini merupakan jenis 

penelitian hukum yuridis empiris dengan menggunakan sumber hukum primer yakni 

diperoleh menggunakan teknik wawancara langsung ke Disnaker Kota, serta mengacu pada 

UU No. 2 Tahun 2004 dan UU No. 13 Tahun 2003 serta sumber hukum sekunder diperoleh 

menggunakan teknik studi pustaka (library research) dengan mengumpulkan sumber berupa 

artikel jurnal, buku, dan dokumen kebijakan terkait. Hasil penelitian menunjukkan bahwa 
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Disnaker Kota Surabaya memiliki peran penting dalam menyelesaikan perkara hubungan 

industrial melalui mediasi, seperti mengumpulkan informasi, memfasilitasi pertemuan antara 

kedua belah pihak, memberikan saran dan rekomendasi, serta memberikan edukasi kepada 

pekerja dan pengusaha mengenai hak dan kewajiban mereka. Namun, efektivitas peran 

Disnaker masih perlu ditingkatkan melalui peningkatan kompetensi petugas Disnaker dalam 

melakukan mediasi, serta memperkuat koordinasi antara Disnaker dengan berbagai pihak 

terkait dalam menyelesaikan perkara hubungan industrial. Penelitian ini memberikan 

gambaran mengenai peran Disnaker Kota Surabaya dalam menyelesaikan perkara hubungan 

industrial melalui mediasi dan dapat menjadi dasar untuk pengembangan penelitian lebih 

lanjut di masa depan. 

Kata Kunci: Peran Disnaker, Surabaya, Perkara Hubungan Industrial, Mediasi. 

 

 

INTRODUCTION 

The Manpower Service (Disnaker) is a government agency responsible for managing 

labor in a region. In the city of Surabaya, the Manpower Office has an important role in 

ensuring the welfare of the workforce and maintaining the stability of the labor market in this 

city. The role of the Surabaya City Manpower Office is based on significant social and 

economic developments in society as well as the need to protect and develop the potential of 

the existing workforce. 

First, the Manpower Office has an important role in coordinating programs to improve 

the quality and skills of the workforce (Mantili, 2021). In the era of globalization and 

increasingly tight economic competition, workers who have good qualifications and skills are 

a very important need. The Surabaya City Manpower Office collaborates with education and 

training institutions such as schools, universities and job training institutions to provide 

training and education programs that suit the needs of the labor market. The aim is to increase 

the competitiveness of Surabaya's workforce and help them obtain decent jobs. 

Second, the Manpower Office has a role in ensuring employers' compliance with labor 

regulations. The Surabaya City Manpower Office has the task of supervising the 

implementation of labor regulations, such as working hours, wages and safe and healthy 

working conditions. The Manpower Office is also responsible for handling employment 

issues such as unemployment, layoffs and protecting labor rights. By carrying out strict 

supervision and providing sanctions to entrepreneurs who violate regulations, the Surabaya 

City Manpower Office plays a role in maintaining fairness and balance in working relations 

between employers and workers (Harahap, 2020). 

Apart from that, the Surabaya City Manpower Office also plays a role in coordinating 

the workforce placement program. In facing the challenges of economic development and 

changes in industrial structure, the Surabaya City Manpower Office collaborates with various 

parties, including the central government, industry and community organizations to look for 

optimal workforce placement opportunities. The Manpower Office also plays a role in 

facilitating relationships between job seekers and employers by providing information on job 

vacancies, job fairs and workforce placement programs. 

Furthermore, the Manpower Office has a role in advocating for labor rights. The 

Surabaya City Manpower Office functions as the government's representative in representing 

the interests of workers in various forums and negotiations, both at the city, provincial and 

national levels. The Manpower Office plays a role in protecting and fighting for workers' 

rights, such as the right to receive decent wages, social security and job security. By 

becoming a mediator between employers and workers, the Surabaya City Manpower Office 

plays a role in creating a fair and harmonious work environment. 

Finally, the Surabaya City Manpower Office plays a role in providing public services 

related to employment. In carrying out its role, the Manpower Office provides services and 
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information to the public regarding labor regulations, labor rights, as well as the programs 

and services provided. The Manpower Office is also a place for complaints for people 

experiencing employment problems, as well as providing guidance and direction to the 

community regarding how to find work and improve their skills. 

Overall, the role of the Surabaya City Manpower Office is very important in 

maintaining the welfare and protection of workers in this city (Sugiantari et al., 2016). By 

coordinating quality and skills improvement programs, ensuring employers' compliance with 

labor regulations, coordinating workforce placement programs, advocating for labor rights, 

and providing public services related to employment, the Surabaya City Manpower Office 

contributes to creating a fair, healthy, working environment. and productive for the people of 

Surabaya. 

The Surabaya City Manpower Service (Disnaker) has an important role in resolving 

industrial relations cases through mediation. As a government agency responsible for 

managing labor in the Surabaya City area, the Manpower Office has the task of facilitating 

relations between workers and employers. In the context of industrial relations, the 

Manpower Office can act as a mediator between workers and employers who are 

experiencing disputes. The mediation carried out by the Manpower Office aims to create a 

profitable agreement for both parties and avoid conflicts that could be detrimental to industry 

and society. 

In carrying out its role as a mediator, the Surabaya City Manpower Office has taken a 

number of steps. First, the Manpower Office will collect information regarding problems that 

occur between workers and employers. After that, the Manpower Office will facilitate a 

meeting between the two parties to find the right solution. In the mediation process, the 

Manpower Office can also provide suggestions or recommendations to both parties to reach 

an agreement. Apart from that, the Manpower Office can also provide education to workers 

and employers regarding their respective rights and obligations in industrial relations 

(Mantili, 2021). 

By playing an active role in resolving industrial relations cases through mediation, the 

Surabaya City Manpower Office can help create a conducive and harmonious work 

environment for workers and entrepreneurs. This will certainly have a positive impact on 

industrial productivity and the overall welfare of the people of Surabaya City. In this regard, 

it is known that one of the institutions that has the authority to resolve industrial relations 

disputes is the Department of Industry & Manpower (Disnaker). Of course, from this it can 

be seen that the existence of the Manpower Office itself is very important and vital as a 

forum which is expected to be able to provide protection against violations of rights and 

violations of obligations that occur to parties in the context of industrial relations. In this 

regard, it is a question of how far the role of the Manpower Office in the context of resolving 

industrial relations. 

 

METHOD 

This research is a type of empirical juridical legal research, namely legal research by 

analyzing the public's understanding, especially workers, of concrete legal norms (Marzuki, 

2017). The legal sources used are primary and secondary legal sources. The primary legal 

sources used were obtained using direct interview techniques at the Surabaya City Manpower 

Office, and referring to Law no. 2 of 2004 concerning Settlement of Industrial Relations 

Disputes and Law Number 13 of 2003 concerning Manpower (as the basis for the authority of 

the Manpower Service), while secondary legal sources were obtained using library study 

techniques by collecting sources in the form of journal articles, books and related policy 

documents (Diantha, 2019). 
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Picture 1: Surabaya City Manpower Office Industrial Relations Dispute Settlement Data January-May 2023 

RESULT AND DISCUSSION 

RESULT 

Talking about the Settlement of Industrial Relations Disputes (PPHI) at the Surabaya 

City Manpower Office, there are results including that there are various forms of PPHI, such 

as Bipartite and Mediation. Where the Settlement of Industrial Relations Disputes through 

Bipartite in the period January-May 2023 was 29 with various kinds of disputes such as 

regarding Rights, Interests and Termination of Employment Relations (PHK). Meanwhile, 

there are 15 Industrial Relations Disputes Settlement through Mediation in the period 

January-May 2023 with various kinds of disputes such as Rights, Interests and Termination 

of Employment Relations (PHK). The following is research data regarding the 2023 Surabaya 

City Manpower Office Industrial Relations Dispute Settlement (PPHI) with various 

classifications: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

DISCUSSION 

The Role of the Surabaya City Manpower Office in Efforts to Resolve Industrial Relations 

Cases through Mediation 

The role of the Manpower Office as an institution that has authority in resolving cases, 

especially in the field of industrial relations, is certainly vital. In the world of work, the 

relationship between workers and entrepreneurs certainly does not always run smoothly. 

Sometimes disputes or disputes arise that require resolution. In this case, the Manpower 

Service (Disnaker) has an important role in resolving industrial relations cases. The role of 

the Manpower Office in resolving industrial relations cases is regulated in Law Number 13 of 

2003 concerning Manpower (Undang-Undang Nomor 13 Tahun 2003 Tentang 

Ketenagakerjaan, 2003). There are several things regulated in this law which then become the 

authority of the Manpower Office. One of them is that the Manpower Office has the authority 

to mediate between workers and employers who have disputes. Mediation is carried out by 

bringing together both parties to find the best solution that can benefit both parties (Syifa S 

Mukrimaa, Nurdyansyah, Eni Fariyatul Fahyuni, ANIS YULIA CITRA, Nathaniel David 

Schulz, د. غسان, Tukiran Taniredja, Efi Miftah. Faridli, 2023). 

Talking about mediation, resolving industrial relations cases through non-litigation via 

mediation can be said to be an alternative resolution route which is quite the favorite choice 

of the parties. In data released by the Surabaya City Manpower Office, it was stated that from 

January to May 2023 there were 15 cases handled through the mediation settlement process. 

This shows that the parties have their own relationship with the settlement model (Putra, 

2021). This is not without reason, considering that by using a non-litigation settlement 

process in the form of mediation, the costs incurred in this process can be said to be quite 

cheap. Apart from that, the advantage of implementing mediation is that the process is quite 
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fast. Considering that the average time used in the mediation examination process is 

approximately 2-3 weeks (Fauzi, 2018). 

Apart from mediation, the Manpower Office also has the authority to issue a temporary 

suspension of business activities (SPPTKU) if employers violate workers' rights (Wijayanti et 

al., 2022). SPPTKU can be given by the Manpower Office if employers violate labor 

regulations such as not paying wages or not providing social security. The Manpower Office 

also has a role in supervising the implementation of work agreements between workers and 

employers. If there is a violation of the work agreement, the Manpower Office can facilitate 

dispute resolution between the two parties. This is done to prevent larger disputes from 

occurring in the future. 

Furthermore, the Manpower Office can also provide legal assistance to workers who 

experience violations of their rights by employers. In this case, the Manpower Office can 

facilitate dispute resolution through mediation or through court. Legal assistance provided by 

the Manpower Office can help workers to obtain their rights which have been violated by 

employers. The Manpower Office also has a role in providing training and guidance to 

workers and entrepreneurs regarding labor regulations. In this way, the Manpower Office can 

prevent industrial relations disputes from occurring due to a lack of understanding of labor 

regulations (Dananjaya, N. S., SHI, L., Sudiarawan, K. A., Harriestha Martana, P. A., & 

Tjung, 2022). The training and coaching provided by the Manpower Office can help workers 

and employers understand their respective rights and obligations. 

The Manpower Office also has the authority to provide recommendations to related 

parties in resolving industrial relations disputes (Fauzi, 2018). The Manpower Office can 

provide recommendations regarding the agreement that will be produced in mediation. With 

the recommendations offered, it is hoped that an agreement will be reached that will be 

accepted by the parties as a win-win solution. Recommendations may also be given regarding 

the implementation of court decisions. The recommendations provided by the Manpower 

Office can help both parties to resolve disputes well. 

The Manpower Office can also facilitate dispute resolution through programs organized 

by the government. For example, the Manpower Office can facilitate dispute resolution 

through a dispute resolution program through mediation organized by the relevant ministry or 

agency. These programs can help both parties to resolve disputes in an easier and more 

effective way. Lastly, the Manpower Office is also given authority in terms of its role as a 

mediator to resolve industrial relations disputes. In this case, the Manpower Office can be a 

facilitator in the mediation process between workers and employers in dispute in order to 

reach an agreement that benefits both parties (in this case it applies to mediators carried out 

by the Manpower Office). 

Industrial relations cases are often problems that are difficult to resolve conventionally, 

therefore mediation can be an effective solution in resolving these disputes. Through 

mediation, both parties can reach a profitable agreement and avoid a long and expensive 

court process. One effort to resolve industrial relations cases through mediation is to 

introduce mediation as an alternative dispute resolution to the community. By introducing 

mediation, the public will better understand the benefits and process of mediation so they can 

choose more effective alternative dispute resolution. 

Apart from that, efforts to resolve industrial relations cases through mediation can also 

be done by strengthening the role of mediators. A quality and independent mediator can 

facilitate the mediation process well so that an agreement can be reached those benefits both 

parties. Another effort is to strengthen the rules and regulations governing mediation as an 

alternative dispute resolution. With clear and firm regulations, people will have more trust 

and choose mediation as an effective way to resolve disputes. 

Settlement of industrial relations cases through mediation can also be done by 

strengthening the role of relevant government institutions. Institutions such as the Department 
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of Manpower (Disnaker) can facilitate mediation between the two parties to the dispute and 

provide recommendations to the court if the two parties are unable to reach an agreement in 

mediation and by increasing public awareness of the importance of mediation as an 

alternative dispute resolution (Krisnawati, 2020). Through appropriate campaigns and 

outreach, the public will better understand the benefits of mediation and choose it as an 

effective way to resolve disputes. Another effort is to strengthen the company's role in 

promoting mediation as an alternative dispute resolution. 

Industrial relations cases are often problems that are difficult to resolve conventionally, 

therefore mediation can be an effective solution in resolving these disputes. In overcoming 

this problem, the Manpower Office has a very important role in facilitating and promoting 

mediation as an alternative dispute resolution. The Manpower Office as a government 

institution that has authority in the field of employment has duties and functions in 

overcoming industrial relations problems. One of these duties and functions is to facilitate the 

resolution of industrial relations disputes through mediation. In this case, the Manpower 

Office can facilitate mediation between the disputing parties and help them find the right 

solution. 

The Manpower Office can also promote mediation as an alternative dispute resolution 

for parties experiencing industrial relations problems. By promoting mediation, the 

Manpower Office can increase public awareness of the importance of mediation as an 

effective way to resolve disputes. So in this case, the Manpower Office also has a role in 

ensuring that mediation takes place fairly and fairly. In this case, the Manpower Office can 

appoint an independent and neutral mediator to facilitate mediation. The Manpower Office 

can also ensure that both parties receive the same rights and do not feel disadvantaged in the 

mediation process. 

The Manpower Office must also ensure that the results of the mediation can be legally 

accounted for. In this case, the Manpower Office can ensure that the results of the mediation 

are properly documented and approved by both parties (Nuryanti, Dewa Ayu Febryana Putra. 

Sumertayasa, 2016). The Manpower Office can also make recommendations to the court if 

the two parties are unable to reach an agreement in mediation. The Manpower Office can also 

play a role in facilitating the resolution of industrial relations disputes before the problems 

become more complicated. In this case, the Manpower Office can be a facilitator of dialogue 

between the two parties before the problem becomes more complicated and ends up in court. 

 

Problems of Settlement of Industrial Relations Cases through Mediation at the Surabaya 

City Manpower Office 

The relationship between workers and entrepreneurs does not always run smoothly. 

Sometimes disputes or disagreements occur that require resolution by ensuring a sense of 

justice for the parties involved. The settlement can be done through court (litigation) or 

outside court (non-litigation). Litigation efforts in industrial relations dispute cases can be 

carried out through industrial relations courts (Sarira, 2016). Meanwhile, non-litigation case 

resolution can be done in four ways, including: bipartite, mediation, conciliation, and 

arbitration (Prof. Dr. H. Jamal Wiwoho, S.H, 2013). In line with this, industrial relations 

issues are also one of the authorities of the Manpower Office because they are related to 

efforts to guarantee the rights and implementation of the obligations of the parties involved in 

the case in the realm of industrial relations (Dermawan & Sarnawa, 2021). Where this is the 

case, it can be seen from the authority possessed by the Manpower Office to mediate between 

workers and employers who have disputes within a certain area (Agus Mulya Karsona, Hazar 

Kusmayanti, Sherly Ayuna Puteri, 2021), in this case if it is related to the Surabaya city area, 

it is the jurisdiction of the Surabaya City Manpower Office. 

Overall, although mediation can be an effective alternative for resolving industrial 

relations disputes, there are several problems that must be considered and overcome so that 
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mediation can run well and achieve the results expected by all parties to the dispute. Some of 

these problems include: 

a. There are still many workers who file industrial relations cases at the Surabaya City 

Manpower Office who do not understand the procedures regulated in Article 3 paragraph 

(1) of Law no. 2 of 2004 concerning Settlement of Industrial Relations Disputes, where 

efforts must be made to resolve industrial relations disputes through bipartite 

negotiations first (Undang-Undang Republik Indonesia Nomor 2 Tahun 2004 Tentang 

Penyelesaian Perselisihan Hubungan Industrial, 2004). The process for resolving 

industrial relations cases that must be fulfilled is: 

1) Registration application letter; 

2) Proof of bipartite efforts, here there are two pieces of evidence that must be 

submitted, usually carried out at least 2 times: 

a) Evidence of an invitation to resolve a dispute, in this case the form of evidence 

sent is in the form of an invitation; 

b) Proof of sending the letter, can be in the form of a receipt or postal mail. 

3) Minutes (meeting notes) 

In fact, of these three procedures, the bipartite evidence process is the most 

crucial, because in general the party reporting to the Surabaya City Manpower 

Office only reports the application but has not made bipartite efforts. This bipartite 

effort is proven by their having invited them to meet by attaching a formal bipartite 

invitation letter and proof that the invitation letter has actually been sent to the 

company or company to the workers, either by post or receipt in person and so on. 

However, in its implementation there were still many workers who 

immediately registered their cases with the Surabaya City Manpower Office without 

carrying out bipartite negotiations first. Apart from that, there is a misunderstanding 

of workers in understanding the existing regulations, namely that on average they 

consider a summons as a requirement for submitting an application to the Surabaya 

City Manpower Office itself. In fact, the subpoena and the Bipatrite effort certainly 

have different meanings, the subpoena itself is a warning, while bipatrite means a 

meeting between two disputing parties to try to resolve the problem at the bipatrite 

level, which if this effort is already at the end, then it will lead to tripartite. 

b. There is a time limit for settling industrial relations cases as in Article 3 paragraph (2) of 

Law no. 2 of 2004, that the mediation process provides a time limit, a maximum of 30 

working days. However, even though there has been digitalization, in its implementation 

the Surabaya City Manpower Office needs time to send letters. Because if time is too 

tight, of course the company will make excuses for not being able to come. 

c. The litigant did not attend even though he had been properly invited. This resulted in the 

mediation process not being able to be carried out. so the Manpower Department needs 

to make a repeat call. This of course results in a long time for cases to be resolved. 

d. Litigating parties sometimes ask to step down and prioritize cases that are ongoing under 

supervision. 

e. The concerned party felt that they had not attended 3 times because they could not attend 

one of the meetings, so they considered it less than optimal and asked for an extension of 

time. is it a maximum effort to resolve matters. 

f. Sometimes only company representatives come so that when a worker's request changes, 

the representative must convey it to management and then make a decision. 

g. Sometimes the parties involved in a lawsuit are more comfortable negotiating without 

needing to be guided by a mediator, however, they use the mediation room at the 

Surabaya City Manpower Office, then after the parties have negotiated the mediator will 

continue the mediation process 
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So it can be concluded that some of these problems influence the length of time needed 

to resolve cases through mediation. 

 

CONCLUSION 

In conclusion, it can be said that the Surabaya City Manpower Office has an important 

role in resolving industrial relations cases through mediation. As a mediator between workers 

and employers who are experiencing disputes, the Manpower Office can facilitate meetings 

between the two parties to find the right solution. The Manpower Office can also provide 

advice or recommendations to both parties to reach an agreement, as well as provide 

education to workers and employers regarding their respective rights and obligations in 

industrial relations. In carrying out its role as a mediator, the Surabaya City Manpower Office 

also takes a number of steps, such as gathering information about problems that occur and 

facilitating meetings between the two parties. The mediation process carried out by the 

Manpower Office can help create a conducive and harmonious work environment for workers 

and entrepreneurs, as well as have a positive impact on industrial productivity and the welfare 

of the people of Surabaya City as a whole. However, the effectiveness of the Manpower 

Office's role in resolving industrial relations cases through mediation still needs to continue 

to be improved. Efforts are needed to improve the competence of Manpower Department 

officers in conducting mediation, as well as strengthening coordination between the 

Manpower Office and various related parties in resolving industrial relations cases. 

 

SUGGESTION 

Suggestions for the Surabaya City Manpower Department (Disnaker). 

1. Increasing Mediator Competence 

a. Training and Certification: The Manpower Office must regularly provide training 

and certification for mediators. A competent and independent mediator can better 

facilitate the mediation process and reach a fair agreement for both parties. 

b. Mediation Skills Development: Apart from technical training, mediators also need to 

develop soft skills such as communication, negotiation and empathy to better 

understand the situation and needs of each party in conflict. 

2. Socialization and Education to the Community 

a. Legal Counseling: The Manpower Office can organize legal counseling programs 

that explain the rights and obligations of workers and employers, dispute resolution 

procedures, and the importance of mediation as an alternative dispute resolution. 

b. Information Campaign: Using social media, official websites, and brochures to raise 

awareness about the mediation procedure and its benefits. This campaign can 

include examples of cases that have been successfully resolved through mediation to 

provide a concrete picture to the public. 

3. Mediation Process Optimization 

a. Digitalization of the Mediation Process: Adopting digital technology to speed up and 

simplify the mediation process. For example, with the use of an online case 

management system that allows real-time tracking of cases and facilitates 

communication between mediators, workers and employers. 

b. Standardization of Procedures: Improve clarity and consistency of mediation 

procedures through standard guidelines that are accessible to all parties. This 

standardization includes summons procedures, evidence collection, and 

documentation of mediation results. 

4. Inter-Agency Collaboration 

a. Collaboration with Education and Training Institutions: Collaborate with universities 

and training institutions to develop curricula that suit labor market needs. Apart from 
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that, holding joint workshops or seminars to improve the quality of workers and 

entrepreneurs. 

b. Partnerships with Government and Private Institutions: Building partnerships with 

other government agencies and the private sector to support programs to improve 

workforce quality and monitor compliance with labor regulations. 

 

Recommendations for Further Research 

1. Evaluation of Mediation Effectiveness 

a. Longitudinal Study: Conduct long-term research to evaluate the success of 

mediation carried out by the Surabaya City Manpower Office. This research can 

assess the impact of mediation on long-term employment relationships, industrial 

productivity and societal well-being. 

b. Case Analysis: Collect and analyze data from multiple mediation cases to identify 

key factors that contributed to mediation success or failure. 

2.  Development of a Mediation Model 

a. Mediation Process Innovation: Research and develop new mediation models that are 

more effective and efficient. For example, community-based mediation models or 

the use of information technology in mediation. 

b. Local Cultural Adaptation: Examining the adaptation of the mediation process in 

accordance with the local culture of Surabaya and East Java. This research can 

provide guidance for mediators in understanding and accommodating cultural values 

in the mediation process. 

3. Regulatory and Policy Review 

a. Policy Evaluation: Conduct an evaluation of existing policies and regulations related 

to industrial relations mediation. This research can provide recommendations for 

improving regulations to better support the mediation process. 

b. Comparative Study: Comparing mediation regulations and practices in Surabaya 

with other cities in Indonesia or other countries to identify best practices that can be 

adopted. 

4. Mapping Mediation Problems 

a. Qualitative Study: Using a qualitative approach to identify problems faced by 

mediators, workers and employers in the mediation process. This study can provide 

in-depth insight into the obstacles and needs of each party. 

b. Satisfaction Survey: Conduct a satisfaction survey among workers and entrepreneurs 

who have participated in the mediation process to measure their level of satisfaction 

with Disnaker's mediation services and identify areas that need improvement. 

By implementing these suggestions and recommendations, it is hoped that the role of 

the Surabaya City Manpower Office in resolving industrial relations cases through mediation 

can be more effective and have a greater positive impact on industry and society. Further 

research is also expected to provide significant scientific contributions to the development of 

mediation processes in the future. 
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